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       Abstract 
Many organizations have adopted business intelligence and analytics systems in order to cope with the 
increasing digitalization of data intensive environments. In this paper, we study the role of self-service business 
intelligence (SSBI), a certain capability provided by a business intelligence system, in enabling organizational 
agility. In particular, the research question we address is as follows: How does self-service business intelligence 
enable organizational agility in a multi-sided platform? We focus on two types of organizational agility – 
namely, market capitalizing agility and operational adjustment agility – and identify how SSBI enables these 
capabilities in a multi-sided platform environment. We conducted 12 qualitative interviews focusing on 
Norway’s biggest digital marketplace, Finn.no. Our results indicate that SSBI plays an important role in 
enabling 1) market capitalizing agility by providing a better understanding of supply and demand participants, 
more access to traffic data and user clickstreams, fast response to requests, and increased access to supply and 
demand navigation behavior and 2) operational adjustment agility by redefining current organizational 
structures, empowering employees, providing equal access to organizational level data and opportunities for 
data manipulation. The findings provide empirical evidence for the role of SSBI in enabling organizational 
agility within the context of a multi-sided platform environment.   
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Introduction 
The increasing digitalization of previously non-digital goods and services has created an important 
social, organizational, and economic phenomenon during the past decade (Yoo et al. 2010). During 
that time, information and communication technologies (ICT) have contributed to the productivity 
and efficiency of service firms opening new markets and promoting new kind of services (Brynjolfsson 
and McAfee 2014). Furthermore, combining ICT with knowledge and skills allows information to be 
repackaged and transferred leading to new opportunities for service exchange and combinatorial 
innovation (Vargo et al. 2015). 
A digital marketplace is an illustrative example of how service exchange is facilitated through 
information repackaging and innovation. A digital marketplace is an ecosystem of several participants 
interacting together for shared benefit (Rysman 2009). Parties such as buyers, sellers and market 
intermediaries (Bakos 1998) use a digital platform and a service provided by the digital marketplace. 
This results in an abundant amount of data in the form of clickstreams and data logs. Such data 
sources contain hidden information that could be leveraged to optimize the digital platform and 
provide insight into user needs and behaviors, hence coping with the changing nature of the service 
provided. An example of such leverage would be to uncover users’ browsing and purchasing behaviors 
and patterns (Chen et al. 2012) – various analytical tools can be used to create a trail of the users’ 
online activities – to deliver a more customized and personalized service with the help of users’ 
clickstream analysis. 
Such data-intensive environments are characterized by rapid and uncertain changes that constitute 
the foundation for an innovation-driven economy (El Sawy et al. 2010). One concept that has been 
developed to respond to data-intensive environments is organizational agility (Singh et al. 2013). It is 
the capacity of an organization to efficiently and effectively allocate its resources to value creation and 
capturing activities in response to various internal and external conditions (Teece et al. 2016). Past 
research on the concept of agility stresses the importance of managing demand and supply side 
uncertainties (Stigler 1939; Teece et al. 2016) while making the necessary organizational changes 
(Worley et al. 2014). When it comes to the relationship between IT and organization agility though, 
past research has identified the role of IT both as an enabler (Böhringer et al. 2010; Sambamurthy et 
al. 2003) and a constraint (Böhringer et al. 2010; Overby et al. 2006) on the path to organizational 
agility. Because of this non one-size-fits all relationship between IT and organizational agility, making 
organizations agile can be fairly challenging and costly due to different business models, 
organizational structures, IT systems, and investments to support the IT-organizational agility 
relationship. Therefore, it might be argued that the role that IT plays in supporting organizational 
agility is context sensitive (Teece et al. 2016).  
Industries have widely adopted business intelligence and analytics solutions to gather and analyze 
data (Chaudhuri et al. 2011). Business intelligence (BI) refers to the various methods and processes 
used to turn data into information and then knowledge (Lönnqvist and Pirttimäki 2006). As we have 
noted above, this knowledge could be in the form of purchase behavior and clickstream analysis. BI 
has also evolved since it was introduced in terms of its capabilities. Mobile, collaborative, and self-
service BI are considered BI capabilities as they enhance various BI features such as mobility, access 
and collaboration.  
For example, BI systems have included mobile access to the main BI infrastructure in response to the 
advancements of mobile computing (Tona and Carlsson 2013). Also, such systems have addressed the 
need for empowering users with self-service BI (SSBI) to access and create their own reports and 
share them with others. These capabilities play an important role in enhancing organizational agility 
in response to a rapidly changing business environment (Chen and Siau 2011).  
Even though there is an increasing practitioner interest in SSBI, past literature emphasizing the role 
of SSBI in empirical settings, especially in a data intensive empirical context, is lacking. To address 
this issue, this study investigates the following research question; how does self-service business 
intelligence enable organizational agility in a multi-sided platform environment? 
We answer this question by conducting 12 qualitative interviews focusing on Norway’s biggest digital 
marketplace1, Finn.no. We identify two important findings. First, SSBI contributes to organizational 
agility by allowing the organization to capitalize on the market while meeting the different needs of 
                                                             
1 In terms of overall traffic and number of listings: http://www.schibsted.com/en/Press-Room/News-archive/20172/Record-Traffic-in-2016-for-
Finnno/ 
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customers. Second, SSBI contributes to organizational agility by helping to adjust the operational 
issues of the organization. Thus, this research provides theoretical contributions in terms of the role 
SSBI plays in data-intensive organizational environments, such as a digital marketplace, through its 
impact on organizational agility. From a managerial perspective, this study provides insight into the 
main points that are important in enabling organizational agility through SSBI. Thus, managers can 
support certain areas if they need to be more agile externally (market capitalizing) or internally 
(operational adjustment). 
Organizational Agility and SSBI 
Organizational agility is the capability of a company to address challenges that can occur from inner or 
outer environments for the sake of moving with flexibility and speed relative to its competitors 
(Sambamurthy et al. 2003; Singh et al. 2013). Rather than being ad hoc and unsystematic, 
organizational agility is conceptualized as systematic variations in organizational outputs, structures, 
processes, and actions that are executed consciously to gain competitive advantage (Sanchez 1995; 
Tallon and Pinsonneault 2011).  
Many products and services are embedded with digital technologies in which they operate as digital 
platforms in enabling new forms of business models (Bharadwaj et al. 2013). One of these business 
models is a multi-sided platform where many different stakeholders are brought together via their 
interactions through the existence of a digital platform to conduct commercial activity, i.e. a digital 
marketplace (Evans and Schmalensee 2016). In this context, the main concern of the platform owner 
is to figure out how to implement various incentives in the marketplace so that participants can 
interact with each other given that the value creation is contingent upon this (Anderson Jr et al. 2013). 
Furthermore, digital marketplaces are usually “situated within the broader ecosystems of firms, 
governments, regulation, and other institutions” (Evans and Schmalensee 2016) in which the owner of 
the digital marketplace needs to comply with laws and regulations coming from these bodies and 
reflect these changes in its platform when needed.   
Moreover, in an era where competitive advantage is fleeting (D'Aveni et al. 2010), any given 
organization needs to move faster relative to its competitors and have the capacity to be flexible for 
the sake of effectively changing and adapting to new purposes and responding to emerging 
possibilities (Agarwal and Tiwana 2015), therefore having the capability of organizational agility (Lu 
and Ramamurthy 2011). Such a capability can show two different dimensions: market capitalizing 
agility and operational adjustment agility (Lu and Ramamurthy 2011). Market capitalizing agility 
refers to a firm’s ability to constantly look for areas to improve upon in their offered product or service 
and leverage on these to meet ever-changing customer needs. Operational adjustment agility, on the 
other hand, refers to a firm’s ability to address their inner workings – distributed responsibility, data 
ownership and transparency across organizational units, etc. – as a foundation for responding to outer 
changes.   
In order to achieve such firm-wide capability, organizations need leverage on the processing of large 
volumes and distribute up-to-date information with the help of various IT-enabled systems (Volberda 
1997) in which IT acts as the foundational building block of the digital platform that supports the 
digital marketplace (Sambamurthy et al. 2003). 
Business intelligence (BI) symbolizes one of the most popular types of decision support systems (DSS) 
(Arnott and Pervan 2014) mainly because it is employed in a wide range of industries such as retail, 
telecommunications, healthcare, transportation and financial services (Chaudhuri et al. 2011). Even 
though there is not a widely established and recognized definition of BI, in this paper we adopt the 
following definition: “a broad category of applications, technologies and processes for gathering, 
storing, accessing and analysing data to help business users make better decisions” (Watson 2009, 
p. 491). 
Business intelligence systems have experienced fundamental changes in terms of data structure and 
its system reachability. This is mainly due to the introduction of social media, mobile devices and 
machine sensors data having different volumes and rates of growth (McAfee et al. 2012). Also, the 
scope of BI is no longer limited to a strategic level but extends to an operational level reaching more 
employees in the organization (Böhringer et al. 2010). From a decision environment perspective, BI 
systems can support flexibility and risk (Işık et al. 2013). By employing BI at managerial and 
operational levels, value in both business processes and organizational performance can be generated 
(Elbashir et al. 2008). 
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Changes in decision-making needs are expected in today’s organizations due to exposure to high 
velocity data, hence requiring a certain amount of flexibility from the systems supporting the human 
decision making (Beynon et al. 2002).  BI has evolved in this context by continuously involving 
technologies to cope with industrial changes, such as introducing Hadoop clusters in their 
infrastructure (Phillips-Wren and Hoskisson 2015) and enabling users to access the BI system 
through mobile devices such as phones and tablet PCs (Tona and Carlsson 2013).  
BI has also addressed the need for empowering users by allowing them to create their own reports and 
share them with others. Such empowerment is delivered by a particular capability of a BI, SSBI, which 
enhances certain BI characteristics such as reachability and access. Such analytical capability turns 
out to be a critical asset in making an organization more agile in its response to changing business 
needs and dynamics (Yoo et al. 2010).  
Authors such as Knabke and Olbrich (2013) have studied the agility aspect of business intelligence. In 
their study they identified eight aspects that enable an agile business intelligence solution and built a 
framework of agile properties with the ultimate aim of providing a common understanding of BI 
agility. Those aspects and properties are in line with the characteristics of SSBI as they more or less 
focus on the timely response (Galliers 2006) of BI users to analytics demands, and the change of 
current user behavior (Dove 2005; Galliers 2006) as they start using the data to exploit and explore. 
Another important aspect is the changes in the business process where SSBI enables users to be more 
autonomous in processing information and therefore their actions. Reusability, configurability and 
scalability are the three basic principles identified by Dove (2005) which are also supported by SSBI 
as the user re-uses, reconfigures and expands analytics they previously created independently of the 
IT/BI department.  
Method 
The research method adopted in the paper is qualitative interviews, as we believe that the interview 
technique will provide rich descriptions (Schultze and Avital 2011) and insights into understanding 
the role of SSBI in the organizational process and business. To do so, it was important to have a good 
understanding of how SSBI is used in different departments of an organization in terms of its role, 
usage and business process facilitation, which we believe is aligned with the strength of qualitative 
studies. 
Empirical Account 
The empirical data was collected at Finn.no, the top digital marketplace in Norway. Finn.no was 
founded in 1996 focusing on classified advertisements but with a great vision. Today, Finn.no is not 
only a digital marketplace where buyers and sellers use the company’s digital platform to find a 
common ground to perform transactions, but it has also expanded its service offerings to include: 
providing statistics about real estate, monetary statistics on vacation rentals, statistics about 
population clusters and concentration in specific areas and to include different parties such as 
governments, newspapers, students and research labs. 
Finn.no has become a central data repository to where agencies (private and governmental) constantly 
send requests regarding various statistical analyses and ad-hoc reports. In addition, high profile 
sellers request reports from marketing and sales departments with regards to their advertisement 
reach and investment values. Due to the increase in the number of stakeholders and growing 
digitalization, in 2010 Finn.no’s management decided to build a more agile and data-driven 
organization where employees could easily access any organizational data and use it to perform their 
daily tasks more independently and with more agility.  
For that purpose, a self-service business intelligence solution has been adopted with the aim of 
augmenting employees’ capability and agility in answering requests from external customers together 
with fulfilling their own needs in terms of report creation, making Finn.no an ideal subject for our 
investigation. 
Due to the exploratory nature of this study, participants holding different positions were selected from 
several departments resulting in twelve interviews (see Table 1) held at Finn.no. The interviewees 
were selected based on the snowball sampling strategy (Biernacki and Waldorf 1981) as each 
interviewee pointed out other potential subjects explicitly or implicitly through drawing “mock-ups” 
explaining their use of SSBI to communicate with different employees (Figure 1).  
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The mock-up drawings brought more description and even encouraged the interviewee to be more 
engaged during the interview by providing more information of the role of SSBI in their daily work. 
 
Table 1: Interview duration and target departments 
Interviewee Duration (min) Department Position 
A 40 Insight Senior insight interpreter 
A 180 Insight Senior insight interpreter 
B 60 Sales Market researcher 
C 30 Sales Market researcher 
D 60 Insight Senior Analyst 
E 30 Marketing Public relation and communication advisor 
F 50 Product Business developer 
G 105 Product Business developer 
H 45 Sales Market advisor 
I 60 Management CFO 
J 105 Sales/Way of 
sales 
Sales project manager and consultant 
A 70 Insight Senior insight interpreter 
 
 
 
 
 
 
 
 
 
 
 
 
Data Analysis 
The data analysis started during the interviews. It was important to take notes in relation to the 
discussion with the interviewee. These notes were cross-validated with the interview transcriptions 
which resulted in a preliminary scanning of the interview contents. Nvivo10 was the main data 
analysis tool used in our process. 
This study employed two levels of coding schema, etic and emic, introduced by Miles and Huberman 
(Miles and Huberman 1994). The first level of coding (etic) was build upon our conceptual framework 
presented in section two. These codes were more general in nature as they reflected general concepts 
of business agility adopted from (Lu and Ramamurthy 2011). The second level of coding (emic) was 
more iterative in nature and nested inside each general code [42]. In the second level of coding, each 
author developed codes separately and then cross-validated it with the other (Table 2). The iterations 
further decomposed the general codes targeting a more specific role that SSBI plays in enabling 
business agility, as discussed in the next chapter. 
 
Figure 1. Mockup example 
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Table 2: Data analysis example 
Interview Quote Theoretical 
concept (etic) 
Second level code (emic) 
Author 1 Author 2 Final 
‘So I use self-
service for 
analysis to see 
how many 
users save ads, 
how many have 
saved searches 
on this topic for 
instance’ 
Market 
capitalizing 
agility 
Increase 
knowledge on 
customer needs 
More understanding 
of platform users 
Better 
understanding of 
supply and 
demand 
 
Findings 
The main goal of a digital marketplace is to act as a matchmaker between the seller and the buyer 
through a digital platform that facilitates this process. Due to the nature of this business being 
characterized by data intensity, technology plays a central role supporting the organization’s activities 
between different departments as a whole and employees per se to support agility. 
Based on our conceptual framework and the analysis of the data collected, we have identified several 
factors that play a distinctive role in enabling business agility such as (1) employee empowerment, (2) 
relationship with the core unit, (3) supply and demand needs, (4) response time to customer requests, 
(5) digital platform data, (6) user data, (7) data access and (8) data usage. Those factors have been 
clustered based on our theoretical framework. 
Market Capitalizing Agility 
Better Understanding of Supply and Demand. 
The fundamental unit of analysis in a digital marketplace is the interaction among platform 
participants (Van Alstyne et al. 2016). In other words, it is crucial for the platform organization to 
understand the needs of platform participants and create the needed mechanisms to match them as 
effectively as possible. With this factor in mind, SSBI enables organization-wide access to both supply 
side and demand side data in order to identify the particular needs of these parties. A business 
developer mentioned: 
“So I use self-service for analysis to see how many users save ads, how many have saved searches on 
this topic for instance” 
Such organization-wide access to the data gives organizational units an ability to specialize and have 
an autonomous structure in regards to understanding the particular needs of each customer segment. 
For example, an employee from a product department states: 
“Then I go and check self-service and see how many views a particular customer has averaged per 
ad so far and I compare it with competitors to see if this is good or bad and how many views 
customers have per money spent. I do that kind of analysis using self-service and its very ad hoc.” 
Such ability gives detailed insights about particular customers and helps target each of them 
individually. For example, if a supply side participant intends to sell his/her house and to get as much 
detailed information about the location of the house to see its opportunities, a representative from the 
sales department could easily create the needed report to be delivered to the supply side participant 
based on his/her requirements. On the other hand, an employee from the product team could use 
SSBI to understand the interaction of the demand side participant – in this case it is the person 
intending to buy a house – with the platform and try to provide the most effective way of introducing a 
link between the supply and demand side for a successful transaction. Overall by focusing on the 
needs of supply and demand sides, we have identified that SSBI is an effective tool for various 
organizational units to design the most effective way for the platform participants to match with each 
other. 
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More Access and Freedom to Traffic Data and User Clickstreams 
We have identified that SSBI is used to increase the functionality of the Finn.no platform by making it 
more efficient and more effective in responding to the needs of platform participants. Rather than 
focusing on participant level data, the primary focus here is on the aggregate level platform data. As an 
employee from a product department stated: 
“…Through the self-service BI, I know how many people visit Finn.no, how many people visit 
Finn.no by mobile phone, and how many people visit Finn.no by tablet… How many page 
impressions are on Finn.no for a week…” 
The focus on macro level data rather than micro level data is then used to improve the efficiency of the 
digital platform. To do so, an employee develops a certain hypothesis on how to modify a specific 
functionality, process or even change the location of a button/link on the digital platform to see how it 
may affect platform users positively and increase their satisfaction. A business developer mentioned: 
“For example, if I would like to reallocate a button, and some people claim that it won’t make a 
difference, we do some research and then I can claim that the user behavior is not the same, it’s a 
different user experience and it will produce more clicks. So I use self-service to create an experiment 
using data and then hopefully my hypothesis is right. The result was that if we move it we will have 
5-10% of more clicks and we will bring more value to the users.” 
Each employee who is responsible for the technical functionality and maintenance of the digital 
platform can leverage SSBI to improve the usage of the platform. In addition to the curation of 
individual level data, SSBI also plays a critical role in curating aggregate level data for better engaging 
with the platform’s participants. Rather than meeting participants’ needs directly, it contributes to the 
platform’s agility by preparing an engaged “play field” for the participants to leave their digital 
footprints.  
Fast Response to Requests 
The dynamic nature of a digital marketplace requires its owner to be as responsive as possible to its 
participants’ needs (Hagiu 2014). As one employee states: 
“If people are not able to extract information on their own, then you need someone else to extract the 
data for them. If you don’t give people the self service tools to analyze the information on their own, 
then they will need someone else to do it for them.” 
From that perspective, we have identified that SSBI has an impact on the time that it takes to respond 
to the requests of the platform’s participants. As we have noted above, SSBI has impacted upon the 
interdependency levels among organizational units and such a change has created a shared fate and 
responsibility among these units. Furthermore, by democratizing the usage and manipulation of the 
collected data among the organizational units, SSBI enables the organization to give faster responses 
to both demand-side and supply-side participants to the extent that employees are confident of 
leveraging SSBI technology.  
 “And I do it as well, it's just sometimes I need to know if I am creating the reports correctly or not.” 
Contrary to the simplistic explanation that SSBI makes organizations more responsive within their 
respective business domains (Stodder 2015), we have found that this process is contingent upon the 
employees’ ability to engage with the technology. Overall, by focusing on the time to respond factor, 
we have identified that the better an employee engages with SSBI, the faster he/she can respond to 
particular platform participants’ needs. This is a particular advantage to a platform owner as it creates 
an option to be more facilitative towards platform participants (Van Alstyne et al. 2016) given that the 
company is successful enough to situate the SSBI technology within the company as it represents one 
of the intentional endogenous choices a keystone company can make (Augier and Teece 2008). 
More Access and Freedom to Supply and Demand Navigation Behavior 
We have identified that with the help of SSBI, employees can access different behavioral data about 
the participants of the Finn.no ecosystem. As one employee from the sales department stated: 
“It makes it simple. You can create a dashboard where you can see how many people search 
different phrases on the Finn platform, you can see also how many people you reach. In one week 
Finn reached 45% of the population…” 
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In other words, SSBI gives employees the analytical tools (Chen et al. 2012) that they need to access 
participant data on different levels of depth and breath. This access then allows Finn.no to provide 
relevant product advertisements even when the demand side participants are not active on the 
Finn.no platform. As one employee stated: 
“... If you are looking for an apartment in Oslo, maybe there was a period of a day or 2 days or 2 
weeks where, for some reason, you did not visit the Finn.no site… People who have shown this 
behavior indicated that they are interested in an apartment in Oslo but have not visited the Finn 
platform during the last week. When we get a new apartment on our website and we think it is 
relevant for this user… we can show them an ad for that apartment when that user is visiting 
another site. Let us say that the user is visiting Facebook, we know the user, the type of apartment… 
We have this listing that is relevant for them...” 
In other words, the Finn.no employees have an ability to exploit and explore participant data in 
different levels of depth and breadth while trying to figure out how to best design the mechanisms 
needed to match platform participants (Van Alstyne et al. 2016) using the analytical capabilities of 
SSBI. We have identified that the curation of digital data on a participant level constitutes an 
indispensable factor in enabling agility through providing a better linkage between Finn employees 
and the platform participants without direct interaction.  
This highlights the importance of interdependence between demand side and supply side participants 
as one party’s loss of interest in the platform could potentially result in other party’s loss of interest as 
well. In such a situation, organizational agility plays an important role in the overall health of the 
ecosystem as it can potentially affect the core business; hence its competitive edge in the market 
(Iansiti and Levien 2004). 
Operational Adjustment Agility 
Nature of Relation with the Core Unit 
The term “core unit” refers to the traditional organizational unit, which has been responsible for the 
report creation for the other organizational units. In our case, the IT/BI department has been the 
primary responsible organizational unit during the report creation process for handling the business 
operations of the company. Regarding the empowerment factor, we have been able to identify two 
main changes that SSBI has brought to the company. First, the reliance of other organizational units 
on the IT/BI unit has decreased, although not disappeared. For example, employees within the sales 
and product department can easily create their own reports based on their customers’ needs without 
any reliance on the IT/BI unit. As a market researcher at the sales department states: 
“… For us self-service is something we use to find the numbers we need. So it's just the easy way to 
get everything that we need without having to ask other people to do it for us. “ 
On the other hand, we observed that some employees still need guidance from the IT/BI department 
in some instances just to make sure they are creating the reports in a correct way. As one employee 
stated: 
“Well I think self-service is really important when I need to find out information about customers. I 
no longer go to the BI department directly, now most of the time it is only to validate my reports” 
Second, the IT/BI department has become less burdened by the other organizational units when 
compared to the traditional way of reports creation. We observed that due to this independence the 
IT/BI department can become more autonomous and place a greater focus on their core technical 
capabilities than when compared to the pre-SSBI era. A senior insight interpreter affirmed: 
“I could say that, at least from our working perspective, the big push for implementing self-service 
BI here has been to free up capacity within the insight department. It has definitely reduced the ad 
hoc queries that we have to answer for the rest of the organizations. So it has freed up capacity for 
us to be more strategic and able to put more effort in further analytical questions, so rather than 
having to answer maybe 20-30 ad hoc questions, we actually now have maybe 5…” 
Overall, we have identified that the level of the interdependency among organizational units has been 
impacted with the introduction of SSBI while the responsibility of each organizational unit has been 
increased and created a shared fate in dealing with the dynamic nature of the digital marketplace. 
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Empowerment 
Self-service BI is designed to empower its users with the ability to become more data centric by 
allowing them to interact with data and information. A sales representative mentioned: 
“I would say the biggest part of self-service BI is that it gives me more than what I had before. So 
where before I would use only one source of data, now it gives me more opportunity to combine 
insights and use more data available.” 
As a consequence of empowerment, employees are becoming more and more independent from other 
units in terms of report generation and data exploitation, which consequently affects their 
relationships with the core unit. A business developer stated in  answer to a question about how often 
he refers to the IT/BI department for ad-hoc requests: 
“Well, it used to be frequent as I have to answer many hypotheses in my work; currently I believe 
that I refer to them once every two or three weeks.” 
Having this empowerment and data exposure, employees are becoming more data driven in their 
relationships with different entities inside and outside the organization, which in turn promotes a 
more data driven ideology in the organization, hence enabling agility. 
“If we are really truly to be data driven I don't believe that you will act intelligently on the only data 
you get you need to go and get it as well” 
Data Access and Usage 
The most fundamental change that has been brought about with the introduction of SSBI technology 
relates to the access of organizational data. The organizational users of SSBI can now access various 
sources of organizational data that they can leverage on to perform daily work-related activities, 
enabling more agility. Although it eliminates barriers in accessing data, it might create new difficulties 
in understanding and manipulating the data at the end user’s side. To deal with this barrier, SSBI 
provides the ability to create a semantic layer2 where the technical terms used in the database are 
linked to more convenient and understandable business terms. 
“Employee X from our department has created a couple of self service models from different data 
sources that have Norwegian names and concepts and they would be used more like business 
naming conventions…. We do this because everything in our data warehouse and external sources 
are based in English and the semantic models on top of it are kept in Norwegian to better support 
the users.” 
Following that, SSBI users can now access different data from different data sources enabling more 
agility in combining data from different departments such as sales and marketing for more insight and 
discovery. 
“‘I can create simple reports. I also can filter them by month, week, or even year but I am not an 
experienced user” 
“It’s very easy and I get predefined reports. So it's easy for me just to filter by year or month. 
Creating ad-hoc reports gets done a lot quicker with self-service as I am familiar with the language 
they use to describe the data or how they state it, so I can easily create reports just to see the real 
estate development, for example.’’ 
‘’I build my own reports. We also get a lot of Ph.D and masters students, or even journalists who 
want data for their articles… We have a dashboard that was created by our department called 
insight that creates it for us and which is easy to modify’’ 
This evidence showed us that although SSBI technology is successful in terms of providing equal 
access to data it is not enough, per se, to fully exploit opportunities enabled by the SSBI. This 
increases the importance of having the necessary incentives to facilitate the learning process of users 
in regards to their engagement with the self-service capability of the BI technology. Therefore, 
                                                             
2 A semantic layer is “a business representation of corporate data that helps end users access data autonomously 
using common business terms. A semantic layer maps complex data into familiar business terms such as product, 
customer, or revenue to offer a unified, consolidated view of data across the organization.” (Layer 2016) 
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organizations can benefit from the insights that employees develop with regards to various 
opportunities or problems. 
We have identified that SSBI allows for the integration of several data source sets into a single 
visualization. In other words, data mash up ability has been provided to the employees so that they 
can create the reports they need independently of the IT/BI department. The data that the employees 
need is not necessarily stored in a single database; therefore it becomes a necessity to be able to 
combine several data sources into one coherent data structure depending on the needs of the 
employees. For example as one employee stated: 
‘‘If I want to do a chart analysis about company or industry size, I need to extract data through self-
service. I need to match that with an extract from CRM as you need to see the industry the company 
is in. It’s rare that I have all the data in one place so much of the time I do that by combining 
different sources.’’ 
In other words, organizational employees performing plug and play with several data sources can get 
new insights about their digital marketplace. This mash up flexibility, provided by the SSBI 
technology, then becomes the needed mechanism to better meet the demand and supply side 
requirements, therefore improving agility.  
Discussion 
Our study posed the question of how SSBI enables organizational agility in a multi-sided platform 
environment. Leveraging the two types of organizational agility identified by Lu and Ramamurthy 
(2011)– market capitalizing agility and operational adjustment agility –, we discovered which ways the 
SSBI enables these capabilities.  
We focused on a multi-sided platform company, Finn.no, to explore the phenomenon of our interest. 
To our knowledge, the role of SSBI has not been explored in a multi-sided platform environment and 
that gave us an interesting opportunity to explore a context-dependent nature of organizational ability 
(Teece et al. 2016). The main challenge in operating in such a context is that the platform owner needs 
to constantly implement various incentives to the marketplace because the value creation and capture 
is contingent upon fulfilling the needs of customers, suppliers, regulators, governments, and other 
institutions (Evans and Schmalensee 2016). The requirement to consider various stakeholders at the 
same time, combined with the strategic considerations, calls on organizations to show agile 
capabilities – move faster relative to their competitors, adapt to changing requirements, and respond 
to emerging opportunities (Agarwal and Tiwana 2015). 
On enabling market capitalizing agility, SSBI enables different organizational units to understand 
supply and demand needs based on their special interests and therefore target each stakeholder 
individually. In addition, since SSBI provides different organizational units with the ability to target 
various stakeholders, it raises the responsiveness of the platform owner to its environment. However, 
though the usage of SSBI decreases the interdependency between organizational units on their work 
processes, it does not eliminate that interdependency. It is also important for any employee to learn 
how to use and engage with SSBI so that he/she can leverage the opportunities provided by the SSBI 
system. Moreover, SSBI enables access to aggregate level platform data to keep the digital platform 
and its underlying infrastructure updated.  Rather than focusing on the stakeholders’ individual 
needs, SSBI helps in leveraging an individual stakeholder’s footprint on the platform to further 
improve it. Finally, SSBI is an important instrument in matching the demand and supply sides of a 
multi-sided platform because it can provide detailed information about the interaction patterns of 
stakeholders on the digital platform and help to leverage that information to better design matching 
mechanisms (Van Alstyne et al. 2016).  
On the other hand, on enabling operational adjustment agility, SSBI changes the interdependency 
levels of organizational units among each other when conducting their individual work which 
increases the flexibility among organization units and response time to requests and there appears to 
be a sign of change in organizational structures for the sake of being more agile (Tallon and 
Pinsonneault 2011). In addition, SSBI empowers employees to make sense of data and therefore 
promote the data-driven culture (Watson 2009). Furthermore, the empowerment of organizational 
users is enabled because SSBI increases access to organizational level data and the possibility of 
creating various data mashup based on different requirements. In Table 3 below we summarize our 
findings in relation to the discussion and present how SSBI enables organizational agility. 
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Table 3: SSBI enabling agility 
Organizational 
Agility 
SSBI enablement 
What it enables How it enables 
Market capitalizing 
agility  
Better understanding of supply 
and demand. 
Through the diffusion of supply and demand needs to 
specialized units 
Fast response to requests 
 
Through making each organizational unit capable of 
responding to user requests without any external reliance 
(IT/BI). 
More access and freedom to 
supply and demand navigation 
behavior 
By the exploration and exploitation of supply and demand 
data generated though the multi-sided platform (macro 
level) 
More access and freedom to 
traffic data and user clickstreams 
By the exploration and exploitation of supply and demand 
data (micro level) 
Operational 
adjustment agility  
Nature of relation with the core 
unit 
 
Through the independence of IT/BI department 
Empowerment By the ability to create ad-hoc reports and analytics. 
Data access and usage 
 
Through the ability to perform data mashup and 
exploitation/exploration data.  
 
Conclusion and Future Studies  
In this study we have explored the role of SSBI in the digital marketplace by focusing on 
organizational agility. The use of technology is imperative in supporting data exploration and 
exploitation to support the many activities the employees perform in order to maintain a high level of 
competitiveness. Self-service business intelligence (SSBI) has shown, through our empirical study, to 
have an important contribution through several factors by enabling agility throughout the 
organization. In that context, this study contributes to the area of business intelligence by showing 
empirically how self-service business intelligence enables agility in organizations, especially in multi-
sided platforms settings. 
Future studies may expand the scope of our findings by investigating SSBI in other contexts, such as 
retail businesses where not all services provided to the customer are digital, to see whether the nature 
of the service plays a critical role in the relationship between SSBI and agility. 
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